Welcome

Presenter - Matt Illston - MD Mr Zen ltd,

Website, Integration, Res System
and eCommerce Expert
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l‘ EffectlvbT ools for Customer Engagement
I . ~ . . .
Having captured customer enquiries or bookings, now is the opportunity to
' effectively engdge throughout the customer journey. The objective of end to end
‘ customer enga';ement is to ensure that every touchpoint between your business

and the customer contributes to raising lifetime customer value. This might be by

catalysing a customer to book, upselling or helping to ensure a customer becomes

a repeat boo this session, we will cover a few examples and tools that can be

' used.
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How has technology changed the Gustomer Journey
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EXPLORE Areas we Visit

Key differences:

Acquisition
Browser Technology
Multi-Device

Software as a Service (SAAS)
Integration

About Explore

Work for Explore

Euro)

France Portugal Azores Madeira Spain Canaries Italy Switzerland Slovenia Romania Czech
Republic Slovakia Poland Norway Sweden Finland Estonia Latvia Lithuania Russia Iceland
Greenland

Greece, Cyprus, Turkey, Georgia & Armenia
Greece Cyprus Turkey Georgia Armenia

Egypt & the Middle East
Egypt Isracl Jordan Syria Lebanon Iran Oman UAE

Africa

Morocco Tunisia Libya Mali Gambia Sencgal Cape Verde Islands Ghana Uganda Kenya
‘Tanzania Malawi South Africa Zimbabwe Zambia Mozambique Namibia Botswana Lesotho
Swaziland Mauritius Reunion Madagascar

Indian Subcontinent
India Bhutan Sri Lanka Pakistan

Nepal, Central Asia & China

Nepal Tibet Kazakhstan Kyrgyzstan
Uzbekistan China (inc. Hong Kong) Pakistan
Mongolia Japan Russia (Kamchatka)
Southeast Asia

‘Thailand Malaysia Singapore Vietnam Laos
Cambodia Indonesia

North & Central America

Canada USA Mexico Guatemala Belize
Honduras Nicaragua Costa Rica Cuba

South America

Brazil Venezuela Ecuador Peru Bolivia Chile
Argentina

Australasia & the Pacific

Australia New Zealand Tall Ship Pacific &
Atlantic Voyages



Stages

Awareness
Consideration
Conversion
Pre-Departure

On Holiday
Post Return



Awareness

Online Advertising
SEO

PPC

Influencers

Traditional Marketing

Effective Landing

Pages

Data Capture

Remarketing

Analytics



Consideration

Database Newsletters / Targetted Online
Advertising / Active Campaign

Remarketing Google Ads |/ Facebook
Remarketing

Analytics GA [ GTM [ Optimise /| GCLID
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Automations / Abandoned Cart

O//) Contact submits ‘Newsletter Signup’ Form

@ Wait 3 days

[:] SMS: “Check out our new class”

@ Wait 5 days

C] SMS: “10% off your next class”

!’ Goal: Purchased a class




Conversion

Booking Process

e Light weight
e Login Available

Enquiry opportunity

e Fall back enquiry process
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@ RESERVATION
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RESERVE YOUR SPACE

Lead Passenger

PERSONAL DETAILS

CONTACT ADDRESS

1 you have an existing MyKE account,please log in here

Choguequirao to Machu Picchu




Conversion

New tool “Canvas” - for creating
stunning, personalised travel
websites created for the customer.




Pre Departure

Active Campaign
Personalised Ads
My Account

Vamoos

MY KE

MyBookings My Contributions ~ MyProfile  Log Out

HOLIDAY COD
HOLIDAY STATUS:

Your Account

Mr Matthew Iliston (ref: 1500690000026137)
Holiday Edge of Sahara Trek
Cancellation Credit - Mr Zen test and refund

Total

Payments

16 September 2021
17 September

Total Paid

HOLIDAY TYPES - DESTINATIONS - ABOUT - €, 01768 773966

Call us, we're open today:09:00 - 5:30pm v

Home Travel Safely News & Blogs Enquire Now Q Search 2 Myke L

'YOUR BOOKING R

BOOKING STATUS:

CONTACT KE ABOUT TRIP

\ié CAMPBELL IRVINE
DIRBOT R A VEL INSURANCE

T Urance specifically designed €6 €6
travel with KE for sl Eropean residents

We strongly recommend that you
take out travel insurance which
includes COVID-19 cover. Get a
quote here.

£625.00
£-625.00

£0.00

£200.00
£-200.00

£0.00




On Holiday

In resort apps / personal websites

s HowltWorks FreeTrial  Customer Stories Prici

ai  Vila  Ski&Snowboarding  Newsletter ¢

Vamoos
Canvas

My Account




Post Return

Active Campaign

Review Sites - Feefo | Reevoo
CRM

Rewards

Members clubs

Campaign Manager Tool

Reach out to your customers at any stage of their journey with
feedback requests tailored specifically to them.
Key Benefits:

Increase your response rate

Improve every stage of your customer journey
Strengthen your customer relationships

Key Features

Collect feedback at every Triggers

touchpoint

Read Reviews  Contact

Q +44 203 3624209

Login &)




Integrate

Future of travel technology will
be SAAS based.

“If this, then that” tools - Zapier

3%

7" Triggers on Booking

1. New Booking in TravelZen (0.2.0)

4 —

2. Send Channel Message in Slack
|
+
3. Create Invoice in QuickBooks Online
|
+
4. Create Contact in HubSpot
|
+
> Action : » . .
5. Create Campaign in ActiveCampaign

v Choose app & event

Choose account

Sign in to ActiveCampaign

ActiveCampaign is a secure partner with Zapier. Your credentials are encrypted & can be removed at any time.

To continue, finish required fields
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| hope this was useful

Take down my details and feel free to contact
me any time with questions about anything
I've discussed today!

Feel free to contact me by email

mattillston@mrzen.com

Connect with me on Linkedin if you aren’t

already nttps:/www.linkedin.com/in/matillston/
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